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Information technology(1T) has played an increasingly important and domi- 
nant role in every part of life, both personally and professionally (Kluge 1996). 
As a result, technology has become extremely important for the hospitality 
industry. In the lodging industry, product differentiation through marketing 
has become challenging. As product differentiation and marketing become 
more complicated, lodging properties have been forced to consider quality of 
service as a major competitive factor (Marshall 1988; Reid and Sandler 1992). 





































Research Notes and Reports 
Researchers such as Reid and Sandler (1992) concluded that lodging compa- 
nies use technology to improve guest satisfaction. Similarly, David, Grabski 
and Kasavana (1996) suggested that "hotel companies believed that informa- 
tion technology helped improve the quality of business operations" (p.68). 
The purpose of this study was to assess the factors that impact the utilization 
of technology currently used by Istanbul and Ankara Lodging properties. The 
objective of this study was to report information that would be useful to lodg- 
ing operators who are confronted by the need to make decisions regarding 
the use of technology in their properties. The information discovered through 
this study will be used to help to produce a report and training program con- 
cerning the utilization of technology applications in lodging operations. 
LITERATURE REVIEW 
Technological advancements in the world influenced hospitality and tourism 
business as well as all other businesses. Technology has become a major fac- 
tor in the operation of hospitality businesses with the blossoming of the tel- 
ecommunications industry, advancements in computer capabilities, and the 
development of sophisticated software to support delivery of services (Olsen 
and Comolly 2000). Van Hoof, Collins and Combrink (1995: 64-69) have put 
it that: "As we enter the next millennium, technology will have a profound 
impact on our personal and professional lives." As is reputed to be the world's 
largest industry (O'Connor 1999), tourism industry could not remain negli- 
gent of these advancements in the technology that reshaped the production 
and delivery systems of most businesses. Further, IBM's branch of Travel and 
Transportation in 1996 published that overall spending in tourism industry 
for IT exceeds far $35 million US dollar; and aims of these fund allocations of 
companies for IT expenditures were assumed to be entering the new markets, 
meeting the guest expectations and reaching the guests with the appealing 
rates (IBM Travel and Transportation 1996). Poon (1993) describes the use of 
computers in hotels as core information processing centers of marketing and 
distribution, front office, back office and food & beverage control. According 
to Poon (1993), information technologies are diffusing in eight key areas of 
hotel operations: 




Back office operations, 
Food and beverage control, 
Energy management, 
Safety and security control. 





































Research Notes and Reports 
Even though, researchers suggested that technology was an essential and inte- 
gral part of hotel business (Olsen and Connolly 2000; Siguaw, Enz and Namasivayam 
2000), not all hotels were utilizing technology fully, therefore, not taking ad- 
vantage of it (Avgoustis et al. 2003). This study attempted to explore the use of 
technology in four and five star hotels in Istanbul and Ankara, Turkey. 
METHODOLOGY 
A self-administered, cross setional, online questionnaire containing three sec- 
tions was established and distributed to 93 five and four-star hotels (census) 
in Istanbul and Ankara. The first section of the questionnaire listed 20 state- 
ments regarding technology use in hotels and asked the level of agreement 
(5-point Likert Scale) of the managers. The second section listed thirty-five 
technology applications and asked managers if they utilized or did not utilize 
each technology application listed in their property. If they did not use the 
technology application, they were asked to identify the reasons: not needed, 
too expensive, and/or not familiar with the technology. 
DISCUSSION OF FINDINGS 
Thirty-two hotels filled out the questionnaire, yielding 34 percent (n=32) response 
rate. Majority of the respondents were male (87.5%); had bachelors degree 
(53.1%), and hold a position in IT management (68.8%). Thirteen (40.63%) of 
the properties that filled in the questionnaire are located in Istanbul and the 
remaining 19 (59.38%) properties are located in Ankara. Fifteen (46.87%) of 
these 32 hotels identified themselves as 4-star hotels, while 17 (53.12%) de- 
scribed themselves 5-star hotels. 
Respondents' Agreements with Technology Statements: The level of agreement with 
the statements was determined by utilizing a scale ranging from 1 (Strongly Dis- 
agree) to 5 (Strongly Agree). A strong majority of the respondents, 20 (62.50%) 
strongly agreed with the statement that well-run lodging properties make full 
use of technology available. All of the participants recognized that internet is 
a powerful tool for marketing purposes (Mean=4.59). 
Utilization of Technology Applications: The most used five technology applica- 
tions in respondent properties are electronic mail 31 (96.88%), internet access 
31 (96.88%), property management system 31 (96.88%), yield management 
software 31 (96.88%), and fax 30 (93.75%). The least frequent technology im- 
plementations due to being too expensive included handheld devices for POS 
8 (25%), interactive guide (TV based) 4 (12.5%), electronic in-room safes 2 
(6.25%), pay per view 2 (6.25%) and central reservation system 2 (6.25%). The 
least implemented technology applications due to being not familiar with 
technology included guestroom security panel 5 (15.63%), remote check-in/ 
out station 4 (12.50%), wireless internet access 4 (12.5%), intranet 4 (12.5%), 
and preventive maintenance 2 (6.45%). 





































Research Notes and Reports 
CONCLUSION 
This study attempted to find out the perceived impact of technology in Istan- 
bul and Ankara hotels. The managers' statements indicated that they agreed 
strongly with the fact that technology has a positive impact on the efficiency 
of the organization, productivity of the employees. However, there were some 
barriers to using technology in their properties. The main barriers were the 
cost of the technology, lack of technology strategy within the hotel manage- 
ment, and lack of information about current and new technologies. Handheld 
devices for POS, interactive guide (TV based), electronic in-room safes, pay 
per view and central reservation systems are not in use for lodging properties 
because they are deemed as being too expensive. Handheld devices for POS, 
voice mail, sales interface with PMS, intranet and purchasing interface with 
POS are not considered as essential component of sewice, so they are least 
frequently used. Guestrooms security panel, remote check-in / check-out, in- 
tranet, interactive guide and silent alarm systems are least used technologies 
due being unfamiliar with the technology. 
Based on the findings of this study, the following recommendations may be 
offered: 1) Both executives and employees might be given technology training 
to efficiently use the current technology in the property. 2) Technology should 
not be seemed as a cost but should be seemed as a means for efficiency. 3) 
Technology infrastructure in the properties should be improved and so more 
consistent and fast service level could be achieved. 
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Assessing a River Tracing Behavioural Model: 
a Taiwan Example 
TSUNG HUNG LEE 
Natlonal Yunlln Unlverdty of Sclence and Technology 
INTRODUCTION 
Taiwan, located along the fault line separating the Euro-Asian and Philippine 
continental plates, is affected by frequent plate collisions resulting in an extreme- 
ly mountainous topography. These mountainous areas receive sufficient rain- 
fall to sustain the flow of water in stream, waterfalls, canyons, cliffs, creeks and 
rivers (Hsu 1987). River tracing, a sport in adventure tourism, is defined as the 
practice of following rivers up the sides of mountains, wading through small 
rapids and climbing over rocks and other obstacles in order to venture into 
pristine environments. River tracing has recently become a popular activity in 
adventure tourism and is fast becoming popular in Taiwan as well (Lin 2002). 
Ajzen (1985) developed the theory of planned behaviour, which assesses attitudes to- 
wards a behaviour, subjective norms and perceived behavioural controls together 
affect behavioural intention and behaviour. Attitudes comprise cognitive, af- 
fective, and behavioural components. The intent behind an attitude can affect 
extemal behaviours (Azjen 1991). Subjective norm is defined as an individu- 
al's normative belief in a particular referent, weighted by the motivation to 
express the subjective norm through that referent, which affects behavioural 
intention (Ajzen 1991). Perceived behavioural control is the expression of an 
individual's control beliefs weighted by the perceived facilitation of extemal 
factors such as sufficient resources, time and money, and internal factors such 
as ability, skill, information, and willpower. Perceived behavioural control has 
a direct effect on subsequent behaviour. It also has an indirect effect on behav- 
iour through behavioural intention (Ajzen 1991). Numerous studies using the 
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